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IN THE CLAIMS 

This listing of claims will replace all prior versions and listings of claims in the 
Application: 

LISTING OF CLAIMS: 

1. (Previously presented) A computer system comprising: 

a synchronization server for synchronizing the operation of one or more 
virtual test systems; and 

one or more test client computers coupled to the synchronization server, 
wherein respective ones of the one or more test client computers generate first 
requests and second requests to the synchronization server wherein the 
respective ones of the first requests and the respective ones of the second 
requests are logically related, to provide logically related requests wherein the 
respective ones of the first requests and the respective ones of the second 
requests are provided having identifier key values for associating respective ones 
of the logically related requests, and wherein the synchronization server controls 
the one or more test client computers to provide a measurement of one or more 
time latency values. 

2. (Original) The computer system of claim 1 , wherein respective ones of the 
one or more virtual test systems are coupled to the respective ones of the one or 
more test client computers and the one or more virtual test systems are coupled 
to a contact center associated with contact center functions; wherein: 

the one or more virtual test systems include at least one of a virtual 
telephone caller system associated with virtual telephone caller actions, a virtual 
agent telephone system associated with virtual agent telephone actions, a virtual 
agent computer system associated with virtual agent computer actions, and a 
virtual web user system associated with virtual web user actions; and, 
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respective ones of the first requests and respective ones of the second 
requests are associated with respective ones of the virtual telephone caller 
actions, respective ones of the virtual agent telephone actions, respective ones 
of the virtual agent computer actions and respective ones of the virtual web user 
actions. 

3. Canceled 

4. Canceled 

5. (Currently amended) The computer system of claim [[4]] 1, wherein the 
respective ones of the first requests and the respective ones of the second 
requests are provided having number of clients values for further associating 
respective ones of the logically related requests. 

6. Canceled 

7. (Currently amended) The computer system of claim 1 , wherein the time 
latency values correspond to at least one of a time latency value between 
respective ones of the virtual telephone caller actions, a time latency value 
between respective ones of the virtual agent telephone actions, a time latency 
value between respective ones of the virtual agent computer actions, a time 
latency value between respective ones of the virtual web user actions, a time 
latency value between respective ones of the virtual telephone caller actions and 
respective ones of the virtual agent telephone actions, a time latency value 
between respective ones of the virtual telephone caller actions and respective 
ones of the virtual agent computer actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
virtual web user actions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the virtual agent computer 
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actions, a time latency value between respective ones of the virtual agent 
telephone actions and respective ones of the virtual web user actions, a time 
latency value between respective ones of the virtual agent computer actions and 
respective ones of the virtual web user actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
contact center functions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the contact center 
functions, a time latency value between respective ones of the virtual agent 
computer actions and respective ones of the contact center functions, a time 
latency value between respective ones of the virtual web user actions and 
respective ones of the contact center functions , a routing accuracy corr e spond i ng 
to conn e ction b e tw ee n a virtua l t e l e phon e cal le r and an agent, and a disp l ay 
accur a cy assoc i at e d w i th an a g e nt comput e r scr ee n d i sp l ay . 

8. (Previously presented) A synchronization method comprising: 

generating first requests and second requests from one or more test client 
computers to a synchronization server, for synchronizing the operation of one or 
more virtual test systems 

logically relating respective ones of the first requests and respective ones 
of the second requests, to provide logically related requests; 

associating respective ones of the logically related requests by relating 
identifier key values associated with the respective ones of the logically related 
requests; and 

controlling the one or more test client computers to provide a 
measurement of one or more time latency values. 

9. (Original) The synchronization method of claim 8, further including: 

generating at least one of virtual telephone caller actions with a virtual 
telephone caller system coupled to a respective one of the one or more test client 
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computers, virtual agent telephone actions with a virtual agent telephone system 
coupled to a respective one of the one or more test client computers, virtual 
agent computer actions with a virtual agent computer system coupled to a 
respective one of the one or more test client computers, and virtual web user 
actions with a virtual web user system coupled to a respective one of the one or 
more test client computers; wherein: 

the virtual telephone caller system, the virtual agent telephone system, the 
virtual agent computer system, and the virtual web user system are coupled to a 
contact center associated with contact center functions; and 

respective ones of the first requests and respective ones of the second 
requests are associated with respective ones of the virtual telephone caller 
actions, respective ones of the virtual agent telephone actions, respective ones 
of the virtual agent computer actions and respective ones of the virtual web user 
actions. 

10. Canceled 

11. Canceled 

12. (Previously presented) The synchronization method of claim 8, further 
including: 

relating number of clients values associated with the respective ones of 
the first requests and the respective ones of the second requests, to further 
associate respective ones of the logically related requests. 

13. Canceled 

14. (Currently amended) The synchronization method of claim 48, wherein the 
time latency values correspond to at least one of a time latency value between 
respective ones of the virtual telephone caller actions, a time latency value 
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between respective ones of the virtual agent telephone actions, a time latency 
value between respective ones of the virtual agent computer actions, a time 
latency value between respective ones of the virtual web user actions, a time 
latency value between respective ones of the virtual telephone caller actions and 
respective ones of the virtual agent telephone actions, a time latency value 
between respective ones of the virtual telephone caller actions and respective 
ones of the virtual agent computer actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
virtual web user actions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the virtual agent computer 
actions, a time latency value between respective ones of the virtual agent 
telephone actions and respective ones of the virtual web user actions, a time 
latency value between respective ones of the virtual agent computer actions and 
respective ones of the virtual web user actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
contact center functions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the contact center 
functions, a time latency value between respective ones of the virtual agent 
computer actions and respective ones of the contact center functions, and a time 
latency value between respective ones of the virtual web user actions and 
respective ones of the contact center functions. 

15. (Previously presented) A synchronization method, including: 

generating first requests and second requests from one or more test client 

computers to a synchronization server; 

associating a portion of a first software program associated with a first 

respective one of the one or more test client computers with a respective one of 

the first requests having a first key value; 
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associating a portion of a second software program associated with a 
second respective one of the one or more test client computers with a respective 
one of the second requests having the first key value; 

transmitting the respective one of the first requests to the synchronization 

server; 

transmitting the respective one of the second requests to the 
synchronization server; 

identifying a matching request pair as the respective one of the first 
requests having the first key value in combination with the respective one of the 
second requests having the first key value; 

transmitting a notification of the matching pair from the synchronization 
server to the first respective one of the one or more test client computers and to 
the second respective one of the one or more test client computers; and 

bypassing the portion of the first software program if the notification is 
received by the first respective one of the one or more test client computers. 

16. (Previously Presented) A synchronization method, including: 

generating first requests and second requests from one or more test client 

computers to a synchronization server; 

associating a portion of a first software program associated with a first 

respective one of the one or more test client computers with a respective one of 

the first requests having a first key value and a first number of clients value; 
associating a portion of a second software program associated with a 

second respective one of the one or more test client computers with a respective 

one of the second requests having the first key value and the first number of 

clients value; 

transmitting the first one of the first requests to the synchronization server; 
transmitting the respective one of the second requests to the 
synchronization server; 



U.S. Application No.: 10/099,819 



Attorney Docket No.: EMP04-10 



-8- 

identifying a matching request pair as the respective one of the first 
requests having the first key value and the first number of clients value in 
combination with the respective one of the second requests having the first key 
value and the first number of clients value; 

transmitting a notification of the matching pair from the synchronization 
server to the first respective one of the one or more test client computers and to 
the second respective one of the one or more test client computers; and 

pausing execution of the first software program at the portion of the first 
software program if the notification is received by the first respective one of the 
one or more test client computers. 

17. (Previously presented) A computer program product comprising a computer 
usable medium having computer readable code thereon for synchronizing one or 
more virtual test systems, including program code comprising: 

instructions for generating first requests and second requests from one or 
more test client computers to a synchronization server; 

instructions for logically relating respective ones of the first requests and 
respective ones of the second requests, to provide logically related requests; 

instructions for associating respective ones of the logically related 
requests by relating identifier key values associated with the respective ones of 
the logically related requests; and 

instructions for controlling the one or more test client computers to provide 
a measurement of one or more time latency values. 

18. (Original) The computer program product of claim 17, including: 

instructions for generating at least one of virtual telephone caller actions 
with a virtual telephone caller system coupled to a respective one of the one or 
more test client computers, virtual agent telephone actions with a virtual agent 
telephone system coupled to a respective one of the one or more test client 
computers, virtual agent computer actions with a virtual agent computer system 
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coupled to a respective one of the one or more test client computers, and virtual 
web user actions with a virtual web user system coupled to a respective one of 
the one or more test client computers; wherein: 

the virtual telephone caller system, the virtual agent telephone system, the 
virtual agent computer system, and the virtual web user system are coupled to a 
contact center associated with contact center functions; and 

respective ones of the first requests and respective ones of the second 
requests are associated with respective ones of the virtual telephone caller 
actions, respective ones of the virtual agent telephone actions, respective ones 
of the virtual agent computer actions and respective ones of the virtual web user 
actions. 

19. Canceled 

20. Canceled 

21. (Previously presented) The computer program product of claim 17, further 
including: 

instructions for relating number of clients values associated with the 
respective ones of the first requests and the respective ones of the second 
requests, to further associate respective ones of the logically related requests. 

22. Canceled 

23. (Previously presented) The computer program product of claim 17, wherein 
the time latency values correspond to at least one of a time latency value 
between respective ones of the virtual telephone caller actions, a time latency 
value between respective ones of the virtual agent telephone actions, a time 
latency value between respective ones of the virtual agent computer actions, a 
time latency value between respective ones of the virtual web user actions, a 
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time latency value between respective ones of the virtual telephone caller actions 
and respective ones of the virtual agent telephone actions, a time latency value 
between respective ones of the virtual telephone caller actions and respective 
ones of the virtual agent computer actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
virtual web user actions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the virtual agent computer 
actions, a time latency value between respective ones of the virtual agent 
telephone actions and respective ones of the virtual web user actions, a time 
latency value between respective ones of the virtual agent computer actions and 
respective ones of the virtual web user actions, a time latency value between 
respective ones of the virtual telephone caller actions and respective ones of the 
contact center functions, a time latency value between respective ones of the 
virtual agent telephone actions and respective ones of the contact center 
functions, a time latency value between respective ones of the virtual agent 
computer actions and respective ones of the contact center functions, and a time 
latency value between respective ones of the virtual web user actions and 
respective ones of the contact center functions. 

24. (Previously presented) A computer program product comprising a computer 
usable medium having computer readable code thereon for synchronizing one or 
more test client computers, including program code comprising: 

instructions for generating first requests and second requests from one or 
more test client computers to a synchronization server; 

instructions for associating a portion of a first software program associated 
with a first respective one of the one or more test client computers with a 
respective one of the first requests having a first key value; 

instructions for associating a portion of a second software program 
associated with a second respective one of the one or more test client computers 
with a respective one of the second requests having the first key value; 
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instructions for transmitting the respective one of the first requests to the 
synchronization server; 

instructions for transmitting the respective one of the second requests to 
the synchronization server; 

instructions for identifying a matching request pair as the respective one of 
the first requests having the first key value in combination with the respective one 
of the second requests having the first key value; 

instructions for transmitting a notification of the matching pair from the 
synchronization server to the first respective one of the one or more test client 
computers and to the second respective one of the one or more test client 
computers; and 

instructions for bypassing the portion of the first software program if the 
notification is received by the first respective one of the one or more test client 
computers. 

25. (Previously presented) A computer program product comprising a computer 
usable medium having computer readable code thereon for synchronizing one or 
more test client computers, including program code comprising: 

instructions for generating first requests and second requests from one or 
more test client computers to a synchronization server; 

instructions for associating a portion of a first software program associated 
with a first respective one of the one or more test client computers with a 
respective one of the first requests having a first key value and a first number of 
clients value; 

instructions for associating a portion of a second software program 
associated with a second respective one of the one or more test client computers 
with a respective one of the second requests having the first key value and the 
first number of clients value; 

instructions for transmitting the first respective one of the first requests to 
the synchronization server; 
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instructions for transmitting the respective one of the second test client 
requests to the synchronization server; 

instructions for identifying a matching request pair as the respective one of 
the first requests having the first key value and the first number of clients value in 
combination with the respective one of the second requests having the first key 
value and the first number of clients value; 

instructions for transmitting a notification of the matching pair from the 
synchronization server to the first respective one of the one or more test client 
computers and to the second respective one of the one or more test client 
computers; and 

instructions for pausing execution of the first software program at the portion of 
the first software program if the notification is received by the first respective one 
of the one or more test client computers. 

26-30. Canceled 

31. Canceled 

32. (Previously presented) A method for testing a contact center, comprising: 

providing a first communication associated with a first media to the contact 
center with a first virtual test system; 

providing a second communication associated with a second media to the 
contact center with a second virtual test system; 

relating a portion of the first communication provided by the first virtual test 
system with a portion of the second communication provided by the second 
virtual test system; 

providing the portion of the first communication to a first test client 
computer; 

providing the portion of the second communication to a second test client 
computer; 
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providing a third communication associated with the portion of the first 
communication to a multimedia synchronization server; 

providing a fourth communication associated with the portion of the 
second communication to the multimedia synchronization server; and 

synchronizing the first test client computer with the second test client 
computer in accordance with the third and fourth communications. 

33. (Previously presented) The method of Claim 32, wherein the first media and 
the second media are the same type of media. 

34. (Previously presented) The method of Claim 32, wherein the first media and 
the second media are different types of media. 

35. (Previously presented) The method of Claim 32, wherein the first virtual test 
system is a selected one of a virtual telephone caller system, a virtual web user 
system, a virtual agent telephone system, and a virtual agent computer system. 

36. (Previously presented) The method of Claim 32, wherein the second virtual 
test system is a selected one of a virtual telephone caller system, a virtual web 
user system, a virtual agent telephone system, and a virtual agent computer 
system. 

37. Canceled 

38. (Currently amended) A computer program product comprising a computer 
usable medium having computer readable code thereon, comprising instructions 
for: 

providing a first communication associated with a first media to the-a 
contact center with a first virtual test system; 



U.S. Application No.: 10/099.819 Attorney Docket No.: EMP04-10 

-14- 



providing a second communication associated with a second media to the 
contact center with a second virtual test system; 

relating a portion of the first communication provided by the first virtual test 
system with a portion of the second communication provided by the second 
virtual test system; 

providing the portion of the first communication to a first test client 
computer; 

providing the portion of the second communication to a second test client 
computer; 

providing a third communication associated with the portion of the first 
communication to a multimedia synchronization server; 

providing a fourth communication associated with the portion of the 
second communication to the multimedia synchronization server; and 

synchronizing the first test client computer with the second test client 
computer in accordance with the third and fourth communications.. 

39. (Previously presented) The computer program product of Claim 38, wherein 
the first media and the second media are the same type of media. 

40. (Previously presented) The computer program product of Claim 38, wherein 
the first media and the second media are different types of media. 

41. (Previously presented) The computer program product of Claim 38, wherein 
the first virtual test system is a selected one of a virtual telephone caller system, 
a virtual web user system, a virtual agent telephone system, and a virtual agent 
computer system. 

42. (Previously presented) The computer program product of Claim 38, wherein 
the second virtual test system is a selected one of a virtual telephone caller 
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system, a virtual web user system, a virtual agent telephone system, and a virtual 
agent computer system. 

43. Canceled 



